IDAHO

Idaho Division of Purchasing

Participating Addendum

Purchase Order Name:

Contract Number: PADD20200297
Contract Value: 250000 USD
Purchase Order Date: 03/01/2020

Submitted By: Chelsea Robillard

Supplier
Corporate Translation Services, Inc.
701 NE 136th Ave #200

[[ Street Line 2 (* Corporate Translation Services,

Vancouver

WA, 61266

Phone: +1 360-433-0441
Fax: +1 360-433-0441
Email: rfp@language.link

Bill To Address

DOP - Various State Agencies
State of Idaho

Various Locations See

Below for Details on

Specific Locations

Various, ldaho 83702

Phone: 208-327-7465

Fax: 208-327-7320

Email: purchasing@adm.idaho.gov
Mail Stop: DOP - Various Locations

Payment Details
Payment Terms: Net 30

Participating Addendum

On-Demand Remote Interpreting (OPI & VRI) and Document Transla

Shipping Details

Ship FOB: Destination, Prepaid

Shipping Instructions: Ship to Ordering

Agency

Ship To Address
Ship to Ordering

Agency

Phone: 208-327-7465

Fax: 208-327-7320

Email: purchasing@adm.idaho.gov
Mail Stop: DOP - Various Locations

NOTICE OF STATEWIDE CONTRACT (PADD) AWARD
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IDAHO

This Contract is for On-Demand Remote Interpreting (OPI & VRI) and Document Translation,
awarded pursuant to State of New Mexico Master Agreement [[ Parent Contract ]], issued as a
cooperative contract in conjunction with NASPO ValuePoint. This Contract is issued on behalf
of State of Idaho Agencies, institutions, departments, and eligible public agencies as defined by
Idaho Code Section 67-2327 and shall be for the period noted above. It may be amended,
renewed, or extended upon mutual, written agreement of the parties, as detailed in the RFP.

Contract Type: Mandatory Use

Public Agency Clause: Yes

Contractor Contact:  Sarah Gamble
Phone: +1 360-433-0441
E-mail: rfp@language.link

This Contract is to be drawn upon as requested by the Ordering Agency for the period noted
above. THIS NOTICE OF AWARD IS NOT AN ORDER TO SHIP. Purchase orders against
this PADD will be furnished by the Ordering Agency on whose behalf this Contract is made.
Contractor must ship and bill directly to the Ordering Agency. DO NOT INVOICE DOP unless
DORP is the Ordering Agency. Notating the Contract Award Number on any invoices/statement
will facilitate the efficient processing of payment.

QUANTITIES: DOP can only give approximations of quantities; no maximum or minimum
quantities can be guaranteed.

This PADD, including any attached files, constitutes the State of Idaho’s acceptance of your
signed Proposal (including any electronic submission), which is incorporated herein by
reference. In the event of any inconsistency, precedence shall be given in the following order:

1. This PADD
2. State of New Mexico’s original sourcing event, N0.90-000-18-00003
3. The Contractor’s signed Proposal

Special Instructions:

Internal Comments: $250,000

Total USD

Signature :Chelsea Robillard
Che|sea Digitally signed by Chelsea
Robillard
SI g n ed B y : Robillard Date: 2020.03.05 15:48:15 -07'00"
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NASPO ValuePoint
PARTICIPATING ADDENDUM

NASPO

ValuePoint

ON-DEMAND REMOTE INTERPRETING

(OPI AND VRI) AND DOCUMENT TRANSLATION
Led by the State of New Mexico

IN WITNESS, WHEREOF, the parties have executed this Addendum as of the date of execution by both
parties below.

Participating Entity: Contractor:
State of Idaho £ lusu 2ge Lowk
Signature: Signature:

Digitally signed b
I Ch el sea c:'zl:eayl::)gb?lelardy M— %4
Robillard 535750

' Name: Name:

Chelsea Robillard

A”( L @ ( C)QL\
Title: Title:
Lead Purchasing Officer Controlle—
Date: Date:

=
February 27, 2020 / ’Lé/ 2020 B

[Additional signatures may be added if required by the Participating Entity]

For questions on executing a participating addendum, please contact:

NASPO ValuePoint

Cooperative Contracting Coordinator: Tara Larwick
Telephone: 720-551-9530
Email: tlarwick@naspovaluepoint.org
— -

[Please email fully executed PDF copy of this document to

I
i

PA@naspovaluepoint.org

| to support documentation of participation and posting in
L appropriate data bases.]
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SPD (Rev. 1/19)

State of New Mexico
General Services Department

Master Agreement Cover Page

Awarded Vendor

000055416

Corporate Translation Services, Inc.
aba Language Link

911 Main St., Suite 10

Vancouver, WA 98660

Telephone No.: 360-433-0426

Ship To:
All State agencies, commissions, institutions, political
subdivisions and local public bodies allowed by law.

Invoice:
As Requested

Price Agreement Number: 90-000-18-00003AB

Payment Terms: Net 30
F.O.B.: Destination

Delivery: Per Master Agreement

Procurement Specialist: Travis Dutton-Leyda

Telephone No.: 505-827-0477

Email: travis.dutton-leyda@state.nm.us

Title: On-Demand Remote Interpreting (OPI and VVRI) and Document Translation

Term: November 4, 2019 thru November 3, 2021

This Master Agreement is made subject to the “terms and conditions” as indicated on the attached.

Purchasing Division: 1100 St. Francis Drive, Santa Fe, NM 87505; PO Box 6850, Santa Fe, NM 87502 (505) 827-0472



90-000-18-00003AB On-Demand Remote Interpreting (OPI and VRI) and Document Translation

NASPO
ValuePo

90-000-18-00003AB

it

THIS AGREEMENT for On-Demand Remote Interpreting (OPI and VRI) and
Document Translation is entered into by and between the State of New Mexico,
General Services Department (hereinafter the “Lead State” or a “Participating
Entity” and Corporate Translation Services, Inc. dba Language Link
(hereinafter the “Contractor”).

NASPO ValuePoint Master Agreement Terms and Conditions

1. Master Agreement Order of Precedence

a. Any Order placed under this Master Agreement shall consist of the following documents:

(1) A Participating Entity’s Participating Addendum (*PA”);

(2) NASPO ValuePoint Master Agreement Terms & Conditions;

(3} A Purchase Order issued against the Master Agreement;

(4) The Specifications or Statement of Work;

(5) The Solicitation or, if separately executed after award, the Lead State’s bilateral agreement that
integrates applicable provisions;

(6) Contractor’s response to the Solicitation, as revised (if permitted) and accepted by the Lead
State.

b. These documents shall be read to be consistent and complementary. Any conflict among these
documents shall be resolved by giving priority to these documents in the order listed above.
Contractor terms and conditions that apply to this Master Agreement are only those that are
expressly accepted by the Lead State and must be in writing and attached to this Master Agreement
as an Exhibit or Attachment.

2. Definitions

Acceptance is defined by the applicable commercial code, except Acceptance shall not occur
before the completion of delivery in accordance with the Order, installation if required, and a
reasonable time for inspection of the Product.

Contractor means the person or entity delivering Products or performing services under the terms
and conditions set forth in this Master Agreement.

Embedded Software means one or more software applications which permanently reside on a
computing device,
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90-000-18-00003AB On-Demand Remote Interpreting (OP] and VRI) and Document Translation

Intellectual Property means any and all patents, copyrights, service marks, trademarks, trade
secrets, trade names, patentable inventions, or other similar proprietary rights, in tangible or
intangible form, and all rights, title, and interest therein.

Lead State means the State centrally administering any resulting Master Agreement(s).

Master Agreement means the underlying agreement executed by and between the Lead State, acting
on behalf of the NASPO ValuePoint program, and the Contractor, as now or hereafter amended.

NASPO ValuePoint is the NASPO Cooperative Purchasing Organization LLC, doing business as
NASPQO ValuePoint, a 501(c)(3) limited liability company that is a subsidiary organization the
National Association of State Procurement Officials (NASPO), the sole member of NASPO
ValuePoint. NASPO ValuePoint facilitates administration of the NASPO cooperative group
conftracting consortium of state chief procurement officials for the benefii of state departments,
institutions, agencies, and political subdivisions and other eligible entities (e.g., colleges, school
districts, counties, cities, some nonprofit organizations, ete.) for all states, the District of Columbia,
and territories of the United States. NASPO ValuePoint is identified in the Master Agreement as
the recipient of reports and may perform contract administration functions relating to collecting and
receiving reports as well as other contract administration functions as assigned by the Lead State.

Order or Purchase Order means any purchase order, sales order, contract or other document used
by a Purchasing Entity to order the Products.

Participating Addendum means a bilateral agreement executed by a Contractor and a
Participating Entity incorporating this Master Agreement and any other additional Participating
Entity specific language or other requirements, e.g. ordering procedures specific to the Participating
Entity, other terms and conditions.

Participating Entity means a state, or other legal entity, propetly authorized to enter into a
Participating Addendum.

Participating State means a state, the District of Columbia, or one of the territories of the United
States that is listed in the Request for Proposal as intending to participate. Upon execution of the
Participating Addendum, a Participating State becomes a Participating Entity; however, a
Participating State listed in the Request for Proposal is not required to participate through execution
of a Participating Addendum.

Product means any equipment, software (including embedded sofiware), documentation, service or
other deliverable supplied or created by the Contractor pursuant to this Master Agreement. The
term Products, supplies and services, and products and services are used interchangeably in these
terms and conditions.

Purchasing Entity means a state (as well as the District of Columbia and U.S territories), city,
county, district, other political subdivision of a State, and a nonprofit organization under the laws of
some states if authorized by a Participating Addendum, that issues a Purchase Order against the
Master Agreement and becomes financially committed to the purchase.
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NASPO ValuePoint Program Provisions
3. Term of the Master Agreement

a. The initial term of this Master Agreement shall begin on the date signed by the New Mexico
State Purchasing Agent and shall remain in effect for two (2) years. This Master Agreement may be
extended beyond the original contract period for three (3) additional years, but shall not exceed five
(5) years in total, at the Lead State’s discretion and by mutual agreement and upon review of
requirements of Participating Entities, current market conditions, and Contractor performance.

b. The Master Agreement may be extended for a reasonable period of time, not to exceed six
months, if in the judgment of the Lead State a follow-on, competitive procurement will be
unavoidably delayed (despite good faith efforts) beyond the planned date of execution of the
follow-on master agreement. This subsection shall not be deemed to limit the authority of a Lead
State under its state law otherwise to negotiate contract extensions.

4. Amendments

The terms of this Master Agreement shall not be waived, altered, modified, supplemented or
amended in any manner whatsoever without prior written agreement of the T.ead State and
Contractor and other required signatories, if any.

5. Participants and Scope

a. Contractor may not deliver Products under this Master Agreement until a Participating
Addendum acceptable to the Participating Entity and Contractor is executed. The NASPO
ValuePoint Master Agreement Terms and Conditions are applicable to any Order by a Participating
Entity (and other Purchasing Entities covered by their Participating Addendum), except to the
extent altered, modified, supplemented or amended by a Participating Addendum. By way of
illustration and not limitation, this authority may apply to unique delivery and invoicing
requirements, confidentiality requirements, defaults on Orders, governing faw and venue relating to
Orders by a Participating Entity, indemnification, and insurance requirements. Statutory or
constitutional requirements relating to availability of funds may require specific language in some
Participating Addenda in order to comply with applicable law. The expectation is that these
alterations, modifications, supplements, or amendments will be addressed in the Participating
Addendum or, with the consent of the Purchasing Entity and Contractor, may be included in the
ordering document (e.g. purchase order or contract) used by the Purchasing Entity to place the
Order.

b. Use of specific NASPO ValuePoint cooperative Master Agreements by state agencies, political
subdivisions and other Participating Entities (including cooperatives) authorized by individual
state’s statutes to use state contracts are subject to the approval of the respective State Chief
Procurement Official. Issues of interpretation and eligibility for participation are solely within the
authority of the respective State Chief Procurement Official.

¢. Obligations under this Master Agreement are limited to those Participating Entities who have
signed a Participating Addendum and Purchasing Entities within the scope of those Participating
Addenda. States or other entities permitted to participate may use an informal competitive process
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to determine which Master Agreements to participate in through execution of a Participating
Addendum. Financial obligations of Participating Entities who are states are limited to the orders
placed by the departments or other state agencies and institutions having available funds.
Participating Entities who are states incur no financial obligations on behalf of other Purchasing
Entities. Contractor shall email a fully executed PDF copy of each Participating Addendum to
PA@naspovaluepoint.org to support documentation of participation and posting in appropriate data
bases.

d. NASPO Cooperative Purchasing Organization LLC, doing business as NASPO ValuePoint, is
not a party to the Master Agreement. It is a nonprofit cooperative purchasing organization assisting
states in administering the NASPO cooperative purchasing program for state government
departments, institutions, agencies and political subdivisions (e.g., colleges, school districts,
counties, cities, etc.) for all 50 states, the District of Columbia and the territories of the United
States.

e. Participating Addenda shall not be construed to amend the following provisions in this Master
Agreement between the Lead State and Contractor that prescribe NASPO ValuePoint Program
requirements: Term of the Master Agreement; Amendments; Participants and Scope;
Administrative Fee; NASPO ValuePoint Summary and Detailed Usage Reports; NASPO
ValuePoint Cooperative Program Marketing and Performance Review; NASPO ValuePoint
cMarketCenter; Right to Publish; Price and Rate Guarantee Period; and Individual Customers. Any
such language shal! be void and of no effect.

f. Participating Entities who are not states may under some circumstances sign their own
Participating Addendum, subject to the consent to participation by the Chief Procurement Official
of the state where the Participating Entity is located. Coordinate requests for such participation
through NASPO ValuePoint. Any permission to participate through execution of a Participating
Addendum is not a determination that procurement authority exists in the Participating Entity; they
must ensure that they have the requisite procurement authority to execute a P articipating
Addendum.

g. Resale. “Resale” means any payment in exchange for transfer of tangible goods, software, or
assignment of the right to services. Subject to any specific conditions included in the solicitation or
Contractor’s proposal as accepted by the Lead State, or as explicitly permitted in a Participating
Addendum, Purchasing Entities may not resell Products (the definition of which includes services
that are deliverables). Absent any such condition or explicit permission, this limitation does not
prohibit: payments by employees of a Purchasing Entity for Products; sales of Products to the
general public as surplus property; and fees associated with inventory transactions with other
governmental or nonprofit entities and consistent with a Purchasing Entity’s laws and regulations.
Any sale or transfer permitted by this subsection must be consistent with license rights granted for
use of intellectual property.

6. Administrative Fees

a. The Contractor shall pay to NASPO ValuePoint, or its assignee, a NASPO ValuePoint
Administrative Fee of one-quarter of one percent (0.25% or 0.0025) no later than sixty (60} days
following the end of each calendar quarter. The NASPO ValuePoint Administrative Fee shall be
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submitted quarterly and is based on all sales of products and services under the Master Agreement
(less any charges for taxes or shipping). The NASPO ValuePoint Administrative Fee is not
negotiable. This fee is to be included as part of the pricing submitted with proposal.

b. Additionally, some states may require an additional fee be paid directly to the state only on
purchases made by Purchasing Entities within that state. For all such requests, the fee level,
payment method and schedule for such reports and payments will be incorporated into the
Participating Addendum that is made a part of the Master Agreement. The Contractor may adjust
the Master Agreement pricing accordingly for purchases made by Purchasing Entities within the
jurisdiction of the state. All such agreements shall not affect the NASPO ValuePoint
Administrative Fee percentage or the prices paid by the Purchasing Entities outside the jurisdiction
of the state requesting the additional fee. The NASPO ValuePoint Administrative Fee in subsection
6a shall be based on the gross amount of all sales (less any charges for taxes or shipping) at the
adjusted prices (if any) in Participating Addenda.

7. NASPO ValuePoint Summary and Detailed Usage Reports

In addition to other reports that may be required by this solicitation, the Contractor shall provide
the following NASPO ValuePoint repotts.

a. Summary Sales Data. The Contractor shall submit quarterly sales reports directly to NASPO
ValuePoint using the NASPO ValuePoint Quartetly Sales/Administrative Fee Reporting Tool
found at http://calculator.naspovaluepoint.org. Any/all sales made under this Master Agreement
shall be reported as cumulative totals by state. Even if Contractor experiences zero sales during a
calendar quatter, a report is still required. Reports shall be due no later than thirty (30) days
following the end of the calendar quarter (as specified in the reporting tool).

b. Detailed Sales Data. Contractor shall also report detailed sales data by: (1) state; (2)
entity/customer type, e.g. local government, higher education, K12, non-profit; (3) Purchasing
Entity name; (4) Purchasing Entity bill-to and ship-to locations; (4) Purchasing Entity and
Contractor Purchase Order identifier/number(s); (5) Purchase Order Type (e.g. sales order, credit,
returtl, upgrade, determined by industry practices); (0) Purchase Order date; (7) Ship Date; (8) and
line item description, including product number if used. The report shall be submitted in any form
required by the solicitation. Repots are due ona quarterly basis and must be received by the Lead
State and NASPO ValuePoint Cooperative Development Team no later than thirty (30) days after
the end of the reporting period. Reports shall be delivered to the Lead State and to the NASPO
ValuePoint Cooperative Development Team electronically through a designated portal, email, CD-
ROM, flash drive or other method as determined by the Lead State and NASPO ValuePoint.
Detailed sales data reports shall include sales information for all sales under Participating Addenda
executed under this Master Agreement, '

¢. Reportable sales for the summary sales data report and detailed sales data report includes sales to
employees for personal use where authorized by the solicitation and the Participating Addendum.
Report data for employees should be limited to ONLY the state and entity they are participating
under the authority of (state and agency, city, county, school district, etc.) and the amount of sales.
No personal identification numbers, ¢.g. names, addresses, social security numbers or any other
numerical identifier, may be submitted with any report.
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d. Contractor shall provide the NASPO ValuePoint Cooperative Development Coordinator with an
executive summary each quarter that includes, at a minimum, a list of states with an active
Participating Addendum, states that Contractor is in negotiations with and any Participating
Addendum toll out or implementation activities and issues. NASPO ValuePoint Cooperative
Development Coordinator and Contractor will determine the format and content of the executive
summary. The executive summary is due thirty (30) days after the conclusion of each calendar
quarter.

e. Timely submission of these reports is a material requirement of the Master Agreement. The
recipient of the reports shall have exclusive ownership of the media containing the reports. The
Lead State and NASPO ValuePoint shall have a perpetual, irrevocable, non-exclusive, royalty fiee,
transferable right to display, modify, copy, and otherwise use reports, data and information
provided under this section.

8. NASPO ValuePoint Cooperative Program Marketing, Training, and Performance
Review

a. Contractor agrees to work cooperatively with NASPO ValuePoint personnel. Contractor agrees
to present plans to NASPO ValuePoint for the education of Contractor’s coniract administrator(s)
and sales/marketing workforce regarding the Master Agreement contract, including the competitive
nature of NASPO ValuePoint procurements, the Master agreement and participating addendum
process, and the manner in which qualifying entities can participate in the Master Agreement.

b. Contractor agrees, as Participating Addendums become executed, if requested by ValuePoint
personnel to provide plans to launch the program within the participating state. Plans will include
time frames to launch the agreement and confirmation that the Contractor’s website has been
updated to properly reflect the contract offer as available in the participating state.

c. Contractor agrees, absent anything to the contrary outlined in a Participating Addendum, to
consider customer proposed terms and conditions, as deemed important to the customer, for
possible inclusion into the customer agreement. Contractor will ensure that their sales force is
aware of this contracting option,

d. Contractor agrees to participate in an annual contract performance review at a location selected
by the Lead State and NASPO ValuePoint, which may include a discussion of marketing action
plans, target strategies, marketing materials, as well as Contractor reporting and timeliness of
payment of administration fees.

e. Contractor acknowledges that the NASPO ValuePoint logos may not be used by Contractor in
sales and marketing until a logo use agreement is executed with NASPO ValuePoint.

f. The Lead State expects to evaluate the utilization of the Master Agreement at the annual
performance review. Lead State may, in its discretion, cancel the Master Agreement pursuant to
* Section 28, or not exercise an option to renew, when Contractor utilization does not warrant further
administration of the Master Agreement. The Lead State may exercise its right to not renew the
Master Agreement if vendor fails to record or report revenue for three consecutive quarters, upon
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60-calendar day written notice to the Contractor. Cancellation based on nonuse ox under-utilization
will not occur sooner than two years after award {or execution if later) of the Master Agreement.
This subsection does not limit the discretionary right of either the Lead State or Contractor to

cancel the Master Agreement pursuant to Section 28 or to terminate for default pursuant {o Section
30.

g. Contractor agrees, within 30 days of their effective date, to notify the Lead State and NASPO
ValuePoint of any contractual most-favored-customer provisions in third-part contracts or
agreements that may affect the promotion of this Master Agreements or whose terms provide for
adjustments to future rates or pricing based on rates, pricing in, or Orders from this master
agreement, Upon request of the Lead State or NASPO ValuePoint, Contractor shall provide a copy
of any such provisions.

9, NASPO ValuePoint eMarket Center

a. In July 2011, NASPO ValuePoint entered into a multi-year agreement with SciQuest, Inc. (doing
business as JAGGAER) whereby JAGGAER will provide certain electronic catalog hosting and
management services to enable eligible NASPO ValuePoint’s customers to access a central online
website to view and/or shop the goods and services available from existing NASPO ValuePoint
Cooperative Contracts. The central online website is referred to as the NASPO ValuePoint eMarket
Center.

b. The Contractor will have visibility in the eMarket Center through Ordering Instructions. These
Ordering Instructions are available at no cost to the Contractor and provide customers information
regarding the Contractors website and ordering information. The Contractor is required at a
minimum to participate in the eMarket Center through Ordering Instructions.

c. At a minimum, the Contractor agrees to the following timeline: NASPO ValuePoint eMarket
Center Site Admin shall provide a written request to the Contractor to begin Ordering Instruction
process. The Contractor shall have thirty (30) days from receipt of written request to work with
NASPO ValuePoint to provide any unique information and ordering instructions that the Coniractor
would like the customer to have.

10. Right to Publish

Throughout the duration of this Master Agreement, Contractor must secure from the Lead State prior
approval for the release of information that pertains to the potential work or activities covered by the
Master Agreement. This limitation does not preclude publication about the award of the Master
Agreement or marketing activities consistent with any proposed and accepted marketing plan. The
Contractor shall not make any representations of NASPO ValuePoint’s opinion or position as to the
quality or effectiveness of the services that are the subject of this Master Agreement without prior
written consent. Failure to adhere to this requirement may result in termination of the Master
Agreement for cause.

11. Price and Rate Guarantee Period

All prices and rates must be guaranteed for the initial term of the Master Agreement. Following the
initial Master Agreement period, any request for price or rate adjustment must be for an equal
guarantee period, and must be made at least 180 days prior to the effective date. Requests for price
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or rate adjustment must include sufficient documentation supporting the request. Any adjustment
or amendment to the Master Agreement shall not be effective unless approved by the Lead State.
No retroactive adjustments to prices or rates will be allowed. Except for decrease.

12. Individual Customers

Except to the extent modified by a Participating Addendum, each Purchasing Entity shall follow
the terms and conditions of the Master Agreement and applicable Participating Addendum and will
have the same rights and responsibilities for their purchases as the Lead State has in the Master
Agreement, including but not limited to, any indemnity or right to recover any costs as such right is
defined in the Master Agreement and applicable Participating Addendum for their purchases. Fach
Purchasing Entity will be responsible for its own charges, fees, and liabilities. The Contractor will
apply the charges and invoice each Purchasing Entity individually.

Administration of Orders

13. Ordering

All calls shall reference the lead state contract number and PA number.

a. Master Agreement order and purchase order numbers shall be clearly shown on all
acknowledgments, shipping labels, packing slips, invoices, and on all correspondence.

b. Purchasing Entities may define entity or project-specific requirements and informally compete
the requirement among companies having a Master Agreement on an “as needed” basis. This
procedure may also be used when requirements are aggregated or other firm commitments may be
made to achieve reductions in pricing. This procedure may be modified in Participating Addenda
and adapted to the Purchasing Entity’s rules and policies. The Purchasing Entity may in its sole
discretion determine which Master Agreement Contractors should be solicited for a quote. The
Purchasing Entity may select the quote that it considers most advantageous, cost and other factors
considered.

¢. Each Purchasing Entity will identify and utilize its own appropriate purchasing procedure and
documentation. Contractor is expected to become familiar with the Purchasing Entities’ rules,
policies, and procedures regarding the ordering of supplies and/or services contemplated by this
Master Agreement.

d. Contractor shall not begin work without a valid Purchase Order or other appropriate commitment
document under the law of the Purchasing Entity.

e. Orders may be placed consistent with the terms of this Master Agreement during the term of the
Master Agreement.

f. All Orders pursuant to this Master Agreement, at a minimum, shall include:

(1) The services or supplies being delivered;
(2) The place and requested time of delivery;
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EMERGENCY MANAGEMENT PLAN

1. Contractor must have in place an Emergency Management Plan (EMP) to guarantee
continued services and/or limited disruptions during and following natural disasters or other
potentially disrupting events. (e.g.; earthquakes, power outages, etc.) Attach a copy of
Contractor’s EMP.

2. Contractor must have a high-speed emergency notification system to be used for crisis

communications. The system must be capable of efficiently sending notifications via phone
and/or email to all customers prior to, during, and after a crisis or emergency, 365-days a
year, 7-days a week, 24-hours a day.

CONFIDENTIALITY STATEMENT

1.

Contractor must possess a signed and dated Confidentiality Statement for each interpreter,
cither employed or contracted, prior to that interpreter providing service under the Contract.

Attach a sample copy of Coniractors Confidentiality Statement.

INTERPRETER OPERATIONAL REQUIREMENTS

1. The interpreter will remain neutral in the conversation unless prompted by the customer with
additional instructions.

2. The interpreter will speak in the first (1%) person.

3. The interpreter will use the utmost courtesy when conversing with the customer and/or the
client.

4. The interpreter will respect cultural differences of the client.

5. The interpreter will refrain from entering into a disagreement with the customer and/or the
client.

6. The interpreter will accurately interpret the client’s statements and relay the message in its
entirety with the meaning preserved throughout the conversation. Information will not be
edited or deleted which may erroneously change the meaning the of the client’s statements.

7. All conversations, inferpretations, or translations will remain confidential and will not be
shared with individuals unrelated to the call or translation. Calls must only be recorded for
Quality Assurance and training purposes. Call recording may be further restricted in other
state’s Participating Addendums.

8. The translator will provide accurate (reflect the meaning cosrectly), effective (provide the

intended effect on the reader), and impartial (unbiased) services.
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CUSTOMER RESPONSE CRITERIA
1. Response to customer questions and concerns will be handled as expeditiously as possible

and according to the following criteria:

a. Ceneral questions of concern: A written response to customer questions is due within
five working days from initial contact. If the response is incomplete at response due
time, the response will be an update of steps taken thus far to answer the customer’s
questions along with an estimated completion date. If a complete response is still not
provided within seven days from initial contact, at the customer’s request, Contractor
must provide a senior administrative contact to escalate the request.

b. Request for materials: Instructional materials must be mailed to the customer within
two working days of receiving the request.

¢. All other requests: Time requirements for all other requests will be negotiated
individually between the customer and the Confractor.

QUALITY ASSURANCE PLAN

L.

Contractor must have a Quality Assurance Plan (QAP) that describes an acceptable method
for monitoring, tracking and assessing the quality of services provided under the Contract.
The QAP must also describe how the Contractor will identify and resolve issues related to
interpreter quality and/or performance, as well as customer initiated concerns and/or
complaints.

INSTRUCTIONAL MATERIALS

L.

Contractor must provide instructional materials at no additional charge to assist end users in
accessing the services that will be provided under the Contract. Materials should include
language identification materials such as “I Speak” cards and procedural information for
accessing the services.

2.

Instructional materials must also include informational language posters for the public
indicating interpretation and translation services are available and free of charge. The
informational language posters for the public must include (at minimum) the most frequent
languages utilized by each Participating State to be identified in each state’s Participating
Addendum.

Sample informational posters must be provided to customers for approval and possible
editing free of charge in order to suit local languages/needs.

Instructional materials must be readily available to all customers, at no cost, throughout the
term of the Contract.
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Attachment B:

List of Commonly Interpreted and Translated Languages
(Other than Spanish and the Top 12: Chinese (Mandarin & Cantonese), Arabic, Russian,
Farsi, Vietnamese, Swahili, Somali, Korean, French, Portuguese, German, and Italian) and
the top language for VRI: American Sign Language (ASL).

Cantonese (Yue) Chin-Mizo Hindustani Malayalam Sicilian
T01sl}anese (Toishan, ‘Chin-Tedim Hmong Malinke Sindhi
Toisanese) (Yue)
Fuzhou (Min) Falam Chin Hungarian Mam Sinhalese
Shanghainese (Wu) Chin Ibo (Igbo) (1\1/}/:1 i‘é?l?;l;? Slovak
Hunanese Chin-Zomi llocano Marathi Slovenian
Foochow (Min) Hakka Chin Ttalian Marshallese Soninke
Abron Chin-Zophei Jakartanese Mien | Soninke (Maraka)
Acholi Chukchi Japanese Mixteco (Sal‘Sa(l)‘:l}Jllnel ;S'
Afghan ((;[},11 }:Ei;zse(; J(?\\}zg]i (SS Moldavian | Soninke (Sarakole)
Afrikaans Cora Jula Mongolian Sudanese
Akan Creole Kachin Montenegrin Sundanese
Akateco/Akateko Croatian : Kanjobal Moroccan Susu
Albanian Czech Kannada Navajo Swedish
American Sign
Language (ASL) via Danish Kagchikel Neapolitan Sylheti
VRI only
Ambaric Dari Karen Nepali Tadzhik
Armenian Dinka Karenni Newarti Tagalog/Filipino
Ashanti Dutch Khmer Nigerian Pidgin Taishanese
Assyrian Edo | Kikuyu (Gikuyu) Norweglan Taiwanese
Azerbaijani Ethiopian Kinyamulenge Nuer Tajik
Bahasa/Brunei Ewe Kinyarwanda | Oromo (Oromifa) Tajiki
Bambara Fanti | Kirundi (Rundi) Palauan Tamil
Bari Fijian Kiswahili Pashto Telugu
Basaa (Bantu Finnish Kongo Pohnpei Teochew
Language)
Belorussian Fon Kosraean Polish Thai
Bengali French Krahn Portuguese Thonga
Bhutanese/Dzongkha French Creole Krio | Portuguese Creole Tibetan
Bosnian French-Canadian Kunama Portugu.e.se— Tigre
Brazilian
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Bulgarian Fukienese Kurdish Pulaar Tojolabal
Burmese Fulani (Fula) Laotian Punjabi Tongan
Cambodian Ga Liberian Q'anjob'al Toucouleur
Canjobal Ganda Lingala Quechua Trigui
Cape Verde Creole Georgian Lithuanian Quiche Turkish
Catalan German Luganda | Rohingya/Rohinya TWI
Cebuano Greek Luo (Dhuluo) Romanian | Ukrainian/Ukranian
Chaldean Gujarati Maay Somali Rwanda Urdu
Cham Haitian Creole Maaymaay Samoan Uzbek
Chamorro Hausa Macedonian Sango Wolof
Hahka/Hakha (Chin) Hebrew Indonesian Serbian Yoruba
(Malay)
Chin-Zo Hindi Malay (Bahasa Serbo-Croatian Yugoslavian
Melayu)
Zarma
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Attachment C: Cost

All pricing includes the cost of Offer preparation, servicing of accounts, and complying with all contractual
requirements. Unit Price is calculated on a per minute/per word basis for all languages specified in
Attachment A and Attachment B, as well as for all unlisted languages that may be provided ¢through
the resultant Contract.

Net 30

Description

Over-the-Phone Interpretation (OPI) Services for the most requested
language: Spanish

Unit Price

$ | .57 /min

Over-the-Phone Interpretation (OPI) Services for the twelve most
requested Janguages (other than Spanish): Chinese (Mandarin &
Cantonese), Arabic, Russian, Farsi, Vietnamese, Swahili,
Somali, Korean, French, Portuguese, German, Italian

$ .57 /min.

le.

Over-the-Phone Interpretation (OPI) Services for Bosnian-Serbo
Croatian, Bulgarian, Czech, Danish, Dutch, Finnish, Flemish, Greek,
Hungarian, Norwegian, Polish, Romanian, Slovak, Slovenian,
Swedish, Turkish, Ukrainian

$ | .57 /min

1d.

2a.

Over-the-Phone Interpretation (OPI) Services for all other languages
specified in Artachment B, as well as for all unlisted languages
that may be provided throngh the resultant Contract.

Video Remote Interpretation (VRI) Services for the top VRI
langnage: American Sign Language (ASL) if other than proposed for
2b.

$ |57 /min.

$ (199

2b.

Video Remote Interpretation (VRI) Services for the twelve most
requested languages: Chinese (Mandarin & Cantonese), Arabic,
Russian, Farsi, Vietnamese, Swahili, Somali, Korean, French,
Portuguese, German, Italian

$ | .89 /min.

2c.

3a.

‘Video Remote Interpretation (VRI) Services for all other languages

specified in Attachment B, as well as for all unlisted languages
that may be provided through the resultant Contract.

Standard Document Translation Services for the most requested
fanguage: Spanish

$ |.89 /min

$ |0.10 /word

3b.

Standard Document Translation Services for the twelve most
requested languages: Chinese (Mandarin & Cantonese), Arabic,
Russian, Farsi, Vietnamese, Swahili, Somali, Korean, French,
Portuguese, German, [talian

$ | 015 fword

3c.

Standard Document Translation Services for Bosnian-Serbo Croatian,
Bulgarian, Czech, Danish, Dutch, Finnish, Flemish, Greek,

$ i0.16 fword
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Hungarian, Norwegian, Polish, Romanian, Slovak, Slovenian,
Swedish, Turkish, Ukrainian

3d.

Standard Document Translation Services for all other languages
specified in specified in Aftachment B, as well as for all
unlisted languages that may be provided through the
resultant Contract.

0.17

fword

3e.

Expedited Document Translation Services for the most requested
language: Spanish

0.13

fword

3f

Expedited Document Translation Services for Bosnian-Serbo
Croatian, Bulgarian, Czech, Danish, Dutch, Finnish, Flemish, Greek,
Hungarian, Norwegian, Polish, Romanian, Slovak, Slovenian,
Swedish, Twrkish, Ukrainian

0.21

fword

3g.

Expedited Document Translation Services for the twelve most
requested languages: Chinese (Mandarin & Cantonese), Arabic,
Russian, Farsi, Vietnamese, Swahili, Somali, Korean, French,
Portuguese, German, Italian

0.195

fword

3h.

Expedited Document Trauslation Services for all other languages
specified in specified in Attachment B, as well as for all
unlisted languages that may be provided through the
resultant Contract,

0.22

fword

3i.

Desktop Publishing (DTP)

39.50

fhour

3],

Mmimum Charge

o B2

75.00

4a,

Over-the Phone Interpretation (OPI) Services for twelve most
requested languages: Chinese (Mandarin & Cantonese), Arabic,
Russian, Farsi, Vietnamese, Swahili, Somali, Korean, French,
Portuguese, German, Italian

85

/min.

4b.

Over-the-Phone Interpretation (OP1) Services for all other
languages specified in Attachment B, as well as for all unlisted
languages that may be provided through the resultant
Contract.

85

/min.

4c¢,

Video Remote Interpretation (VRI) Services for the twelve most
requested languages: Chinese (Mandarin & Cantonese), Arabic,
Russian, Farsi, Vietnamese, Swahili, Somali, Korean, French,
Portuguese, German, Italian

85

frnin.

4d.

Video Remote Interpretation (VRI) Services for all other
languages specified in specified in Attachment B, as well as for
all unlisted languages that may be provided through the
resuitant Confract.

85

Jmin,

de.

Video Remote Interpretation (VRI) Services for American Sign
Language (ASL) if other than proposed for 4b.

1.99

/min.

During Contract period, pricing shall remain firm and fixed for the initial two year-term of the Contract.
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| 6. “Contractors should submit anj/. associated
equipment available for use under the resultant
contract.
Dual Handset Phones (Analog & Digital versions Ves $150
available)
Analog Yes $150
Digital Adapters Yes $150
Y-Cable and additional headset Yes $35
0
Ttem Optional Pricing Models Equipment C?St or %
No Available Discount off
) MSRP

Language Link’s VRI software is available for
download free of charge. Client should please supply Yes No charge
computer, microphone, headset and high-speed
internet connection.
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